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BHARAT SANCHAR NIGAM LIMITED

(A Govt. of India Enterprise)




To:

The CGM ,

All Telecom Circles/Metro Districts

No: 64-17/09-BB (Pt-IV)
 





dt     15-12-2011

Sub: Implementation of USOF funded rural wire-line broadband schemes –kiosk  reg

Ref : 
(i)  64-17/09-BB (Pt-IV)
 dt     13-7-2011 ( copy available on intranet) 
(ii) 64-17/09-BB( Pt-IV) dated  3.08.2011( copy available on intranet ) 

(i) D.O. 64-71/2008-BB(kiosk) dated 4.10.2011( copy available on intranet ) 

(ii) 64-17/09-BB( Pt-IV) dated 13.10.2011 ( copy available on intranet )

(iii) 64-193/11-BB/kiosk dated 21.10.2011( copy available on intranet ) 

 

This is to share the inspection reports of the regional CCAs, which are being regularly forwarded to BSNL CO by USOF .The few are attached here with for ready reference . 

 In all the inspection reports it is indicated that the kiosks setup in the BSNL exchange are not obliging the terms & conditions of the BSNL-USOF agreement. The summary of the shortcomings pointed out by them are as follows:  
1. Kiosks do not remain open for the prescribed hours of operation ( i.e 8: AM to 4 PM)  as the kiosk operators ( PM/RM) are sent for fault rectifications during the those hours or the official is on leave .
2. The kiosk operator is not computer literate 

3. PC and/or its peripherals (UPS, printer, scanner, web camera etc) are not available or are faulty. Also there is no mechanism for maintenance of these items. 
4. Regular power supply not available.

5. Kiosk is not accessible to the public particularly to the ladies due to obvious reasons. 
6. No furniture is available for the customer who visits the kiosk. 
7. No advertising /marketing is done at the local level hence public is not aware of the existence of the kiosk. This also results in zero customers for the kiosks which are even functional for the last many months. 
8.  No record is maintained of the visiting customers. 
9. Either the sign board is not there at the kiosk location or the relevant information (Toll free number/email/URL and contact details for lodging complaint etc) is not displayed. 
10. Stationary not available. 

11.  Customer Grievance Redressal System is not set in place. 
In view of above it is submitted that many letters have been issued from this unit regularly requesting the circles to implement the kiosk scheme as per the terms & conditions of the agreement. Few of these letters are referred above. However unfortunately this office is neither intimated about the issues faced by your circle which is restricting the circle to resolve the issues nor these issues are addressed. It is submitted that non- compliance carried out by BSNL is being viewed very seriously by USOF and it has sought explanation from BSNL as to why the kiosk running in the BSNL exchanges shall not be disallowed. 

The gravity of the issue shall be understood as the USOF project is very crucial for BSNL. It is again requested that the above enlisted issues shall be immediately addressed. 
The above request has been made number of times to the circles, but this time BSNL has assured USOF for immediate positive results. It shall be appreciate that the approval for setting up kiosk in BSNL exchange is a trust entrusted by USOF upon BSNL. These kiosks shall be viewed by the Franchisee kiosks as an ideal and source of motivation. This in turn would help BSNL to achieve the target set for it. 
In case of any clarification /assistance, this unit shall be immediately contacted. 
Sr. GM (NWP-BB),

, CFA.
Encl: as above 
Copy to : 

(i) GM (CFA), All Telecom Circle for information and n/a please.  . 
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